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DETAILED ACTION 

Claim Rejections - 35 USC § 112 

1 . The following is a quotation of the second paragraph of 35 U.S. C. 112: 

The specification shall conclude with one or more claims particularly pointing out and distinctly claiming the 
subject matter which the applicant regards as his invention. 

2. Claims 62 and 65 rejected under 35 U.S.C. 1 12, second paragraph, as being indefinite for 
failing to particularly point out and distinctly claim the subject matter which applicant regards as 
the invention. 

Claims 62 and 65 line 3 recites "said notification" which lacks antecedent basis. The 
'notification' was removed from the preceding claims and now makes the claims indefinite. 
Appropriate clarification and/or correction is required. 

Claim Rejections - 35 USC § 102 

3. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public use or on 
sale in this country, more than one year prior lo the date of application for patent in the United States. 

4. Claims 1, 6-8, 10, 12-13, 15-17,20-21, 23-25, 28-30, 34, 37, 39-41, 45-46, 49-52,55-58, 
60-69, 71-73, and 75-77 rejected under 35 U.S.C. 102(b) as being anticipated by Friedes, Patent 
# 5,444,774. 

Regarding claim 1, Friedes teaches a system for responding to requests(Fig.2), said 
system comprising: 
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an IVR(204 Fig.2) for identifying a requestor, querying said requestor for information and 
receiving from said requestor said information(Fig.3/5, col.2 line 57-col.3 line 10, and col.6 lines 
49-53); a routing switch in communication with said IVR(203/221 Fig.2); 
a database in communication with said routing switch adapted to store and forward a unit of 
work record(206/208 Fig.2), said unit of work record comprising all of said information received 
by said IVR and all other information residing in said database pertaining to said requestor and 
said requests(col.2 line 57-col.3 line 10 and col.6 lines 28-67); 

a device in communication with said routing switch, for distributing said unit of work 
record(206/208 Fig.2); and 

a receiver adapted to receive said unit of work record from said device during 
contact with said requestor and generate a decision pertaining to said requestor's request based 
on contents of said unit of work record while still in contact with said requestor(co/.5 lines 3-19 
and col. 8 lines 40-57; decision is generated to route requestor to appropriate attendant 
according to unit of work record). 

Regarding claim 6, Friedes teaches the system of claim 1 wherein said system is adapted 
to receive requests via a mode of communication selected from the group consisting of 
telephones, faxes, and the internet(Fig.2). 

Regarding claim 7, Friedes teaches the system of claim 1 wherein said system is adapted 
to receive automated requests from machines(col.2 line 57-col.3 line 10 and col.6 lines 28-67). 

Regarding claim 8, Friedes teaches the system of claim 1 wherein said IVR is adapted to 
receive responses from said requestor in the form of communication selected from the group 
consisting of sound, touch tones, speech, electronic data, e-mail, faxes, and internet (Fig.2). 
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Regarding claim 10, Friedes teaches the system of claim 1 wherein said database is 
adapted to be updated with said relevant information each time said requestor uses said 
system(col.2 line 57-col.3 line 10, col.6 lines 28-67). 

Regarding claim 12, Friedes teaches the system of claim 1 wherein said device for 
distributing said unit of work record is a hub(206/208 Fig. 2) 

Regarding claim 13, Friedes teaches the system of claim 1 wherein said receiver is 
adapted to generate an automated response using said unit of work record(col.8 lines 40-57). 

Regarding claim 15, Friedes teaches the system of claim 1 further comprising a computer 
telephony integration server in communication with said routing switch, said computer telephony 
integration server adapted to synchronize said unit of work record with said receiver(col.2 line 
57-col.3 line 10 and col.6 lines 28-67). 

Regarding claim 16, Friedes teaches the system of claim 1 further comprising at least one 
additional receiver in communication with said receiver such that said receiver is adapted to 
transfer said unit of work record to said at least one additional receiver(225-255 Fig.2, col.2 line 
57-C01.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 17, Friedes teaches the system of claim 1 further comprising a second 
database in communication with said routing switch such that said receiver is adapted to receive 
information from said second database(208 Fig.2, col.2 line 57-col.3 line 10, col.6 lines 28-67, 
col.8 lines 40-57). 

Regarding claim 20, Friedes teaches the system of claim 17 wherein said second database 
is remotely located from said routing switch(208 Fig.2, col.2 line 57-col.3 line 10, col.6 lines 28- 
67, col.8 lines 40-57). 
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Regarding claim 21, Friedes the system of claim 20 wherein said second database is in 
communication with said routing switch via a data service unit/channel service unit(208 Fig.2, 
col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 23, Friedes teaches the system of claim 20 further comprising a firewall 
interposed between said second database and said routing switch(2 12/221 Fig.2). 

Regarding claim 24, Friedes teaches the system of claim 17 wherein said information 
from said second database is included in said unit of work record(208 Fig.2, col.2 line 57-col.3 
line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 25, Friedes teaches a system for responding to requests, said system 
comprising: 

a device adapted to identify a requestor and query said requestor for information and receive 
from said requestor said information(204 Fig.2, col.2 line 57-col.3 line 10, col.6 lines 28-67, 
col.8 lines 40-57). 

a database in communication with said device adapted to store and forward a unit of work 
record, said unit of work record comprising all of said information received by said device and 
all other information residing in said database pertaining to said requestor and said 
requests(206/208 Fig.2, col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

a receiver adapted to receive a unit of work record from said database during contact with 
said requestor and generate a decision pertaining to said requestor's request based on the 
contents of said unit of work record while still in contact with said requestor(Fig.2, col.2 line 57- 
col.3 line 10, col.6 lines 28-67, col.8 lines 40-57; decision to route requestor to specific agent 
according to unit of work record). 
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Regarding claim 28, Friedes the system of claim 25 wherein said system is adapted to 
receive requests via a mode of communication selected from the group consisting of telephones, 
faxes, and the internet(Fig.2). 

Regarding claim 29, Friedes the system of claim 25 wherein said system is adapted to 
receive automated requests from machines(Fig.2, col. 2 line 57-col.3 line 10, col. 6 lines 28-67, 
col.8 lines 40-57). 

Regarding claim 30, Friedes the system of claim 25 wherein said device is adapted to 
receive responses from said requestor in the form of communication selected from the group 
consisting of sound, touch tones, speech, electronic data, e-mail, faxes, and internet 
messages(Fig.2). 

Regarding claim 34, Friedes the system of claim 25 wherein said database is adapted to 
be updated with said relevant information each time said requestor uses said system(Fig.2, col.2 
line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 37, Friedes the system of claim 25 wherein said receiver is adapted to 
generate an automated response using said unit of work record(Fig.2, col.2 line 57-col.3 line 10, 
col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 39, Friedes the system of claim 25 further comprising a computer 
telephony integration server adapted to synchronize said unit of work record with said 
receiver(Fig.2, col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 40, Friedes the system of claim 25 further comprising at least one 
additional receiver in communication with said receiver such that said receiver is adapted to 
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transfer said unit of work record to said at least one additional receiver(225/255 Fig. 2, col.2 line 
57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 41, Friedes the system of claim 25 further comprising a second database 
such that said receiver is adapted to receive information from said second database(208 Fig.2, 
col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 45, Friedes the system of claim 41 wherein said information from said 
second database is included in said unit of work record(Fig. 1 , col.6 lines 4-11, col.9 lines 24-30 
and coll 1 lines 45-60). 

Regarding claim 46, Friedes teaches a method for receiving requests, said method 
comprising: 

querying a requestor for information, receiving from said requestor said information, obtaining 
from a database all information pertaining to said requestor and said requests(col.2 line 57-col.3 
line 10, col.6 lines 28-67, col.8 lines 40-57); 

saving all of information received from said requestor and all of said information 
obtained from said database as a unit of work record, and forwarding said unit of work record to 
a receiver; and generating a decision pertaining to said requestor's request based on the contents 
of said unit of work record while still in contact with said requestor(col.2 line 57-col.3 line 10, 
col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 49, Friedes the method of claim 46 further comprising updating said unit 
of work record with said relevant information each time said requestor makes a request(col.2 line 
57-C01.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 
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Regarding claim 50, Friedes the method of claim 49 wherein said unit of work record is 
updated to include said relevant information from a current contact with said requestor as well as 
information about a past contact with said requestor(col.2 line 57-col.3 line 10, col. 6 lines 28-67, 
col.8 lines 40-57). 

Regarding claim 5 1 , Friedes the method of claim 46 further comprising providing a 
response to said requestor using said unit of work record(col.2 line 57-col.3 line 10, col.6 lines 
28-67, col.8 lines 40-57). 

Regarding claim 52, Friedes the method of claim 46 further comprising transferring 
information from a database to said receiver such that said receiver receives said unit of work 
record and said information from said database while still in contact with said receiver(col.2 line 
57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 55, Friedes the method of claim 46 further comprising: 
providing a second database containing information relative to said requestor and said requests, 
and saving said information of said second database in said unit of work record (208 Fig.2, col.2 
line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 58, Friedes the method of claim 46 further comprising forwarding said 
unit of work record to a second receiver while still in contact with said requestor(col.2 line 57- 
col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 60, Friedes the system of claim 1, wherein said IVR is adapted to draw 
conclusions about said requestor and dynamically decide what questions to ask said 
requestor(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 
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Regarding claim 61, Friedes the system of claim 1 further comprising a computer telephony 
integration (CTI) server in communication with said IVR, said database, and said receiver(col.2 
line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 62, Friedes the system of claim 61 wherein said application program is 
operable to automatically access said contents of said unit of work record in response to said 
notification; append additional information to said contents; write said contents to said unit of 
work record in said database, thereby updating said unit of work record(col.2 line 57-col.3 line 
10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 63, Friedes the system of claim 25, wherein said device is adapted to 
draw conclusions about said requestor and dynamically decide what questions to ask said 
requestor(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 64, Friedes the system of claim 25 further comprising a computer 
telephony integration (CTI) server in communication with said device, said database, and said 
receiver(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 65, Friedes the system of claim 64 wherein said application program is 
operable to automatically access said contents of said unit of work record in response to said 
notification; append additional information to said contents; write said contents to said unit of 
work record in said database, thereby updating said unit of work record(col.2 line 57-col.3 line 
10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 66, Friedes the method of claim 46 wherein the receiver is adapted to 
generate an automated decision using the unit of work record(col.2 line 57-col.3 line 10, col.6 
lines 28-67, col.8 lines 40-57). 
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Regarding claim 67, Friedes the system of claim 1 wherein the requestor is informed of 
the decision(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57; requestor is informed 
of decision when routed). 

Regarding claim 68, Friedes the system of claim 67 wherein the requestor is informed of 
the decision by the receiver (col. 2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57; 
connecting to the receiver, the requestor is informed by it instantaneously). 

Regarding claim 69, Friedes the system of claim 67 wherein the requestor is informed of 
the decision by an agent(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57; 
connecting to an agent informs the requestor of the decision to be routed to an appropriate 
agent). 

Regarding claim 71, Friedes the system of claim 25 wherein the requestor is informed of 
the decision(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 72, Friedes the system of claim 71 wherein the requestor is informed of 
the decision by the receiver(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57; 
connecting to the receiver, the requestor is informed by it instantaneously). 

Regarding claim 73, Friedes the ystem of claim 71 wherein the requestor is informed of 
the decision by an agent(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57; 
connecting to an agent informs the requestor of the decision to be routed to an appropriate 
agent). 

Regarding claim 75, Friedes the method of claim 46 wherein the requestor is informed of 
the decision(col.2 line 57-col.3 line 10, col.6 lines 28-67, col.8 lines 40-57). 

Regarding claim 76, Friedes the method of claim 75 wherein the requestor is informed of 
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the decision by the receiver(col.2 line 57-col.3 line 10, col.6 lines 28-67, col. 8 lines 40-57). 

Regarding claim 77, Friedes the method of claim 75 wherein the requestor is informed of 
the decision by an agent(col.2 line 57-col.3 line 10, col.6 lines 28-67, col. 8 lines 40-57; 
connecting to an agent informs the requestor of the decision to be routed to an appropriate 
agent). 

Claim Rejections - 35 USC § 103 

5. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

6. Claims 18-19, 42-43, 53-54, 56-57, 70, 74, and 78 rejected under 35 U.S.C. 103(a) as 
being unpatentable over Friedes in view of Jones et al., Patent # 5,239,462. 

Regarding claims 18-19, 42-43, 53-54, 56-57, 70, 74, and 78, Friedes teaches the 
methods and systems of claims 1, 17, 25, 41, 46, 52, and 55. 

Friedes is silent on specifically disclosing if his second database contains credit history 
and scoring and wherein the decision is selected from the group consisting of an approval or 
denial of a loan or credit application, an adjustment to a credit limit, an offer, and a negotiation 
provision. 

However, Jones discloses credit history and scoring information and wherein the decision 
is selected from the group consisting of an approval or denial of a loan or credit application, an 
adjustment to a credit limit, an offer, and a negotiation provision(20-28 Fig.l). 
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It would have been obvious to one of ordinary skill in the art to include Jones' approval 
status and credit information into Friedes system. One would have been motivated to do so as 
Friedes discloses of caller's account information(col.l line 25) and credit information and 
approval status is old and well-known account information as taught by Jones and merely adding 
this software functionality into Friedes system would make the caller's request and call more 
efficient(see background info in Friedes col.9 lines 36-46). 

Response to Arguments 
7. Applicant's arguments with respect to claims 1, 6-8, 10, 12-13, 15-21, 23-25, 28-30, 34, 
37, 39-43, 45-46, 49-58, and 60-78 have been considered but are moot in view of the new 
ground(s) of rejection. 

In response to the submitted 1.131 declaration to swear back the priority date, It is noted that the 
examiner does not admit that the submitted 1.131 is sufficient to overcome the prior arts of 
record nor sufficient to swear back the original priority date. This current change of prior art is 
applied due to the broad recitations of the current claims. 

Conclusion 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Joseph T. Phan whose telephone number is (571) 272-7544. The 
examiner can normally be reached on Mon-Fri 9am-6pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (571) 272-7547. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 
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Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). If you would 
like assistance from a USPTO Customer Service Representative or access to the automated 
information system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

/Joseph T Phan/ 
Examiner, Art Unit 2614 
/Curtis Kuntz/ 

Supervisory Patent Examiner, Art Unit 2614 



